













































Emergency	 relief	 is	 an	 industry	 focusing	 on	 rapid	 life-saving	 assistance.	 The	 environment	 is	
complex,	 the	 context	 fragile	 and	 rapidly	 changing	 circumstances	 cause	 operations	 to	 be	
unpredictable.	80	percent	of	all	funds	are	spent	on	logistics,	out	of	which	40	percent	are	wasted.	
Increasing	 efficiency	 of	 humanitarian	 operations	 makes	 more	 resources	 available	 to	 directly	













humanitarian	 response	of	 the	 IHO	Medair	 to	Hurricane	Matthew	 in	Haiti	 in	October	2016.	13	
impediments	could	be	identified,	whereas	the	majority	experienced	in	practice	is	congruent	with	
the	ones	identified	by	the	literature.	Discussions	with	the	emergency	response	team	during,	and	
with	 process	 experts	 after	 the	 mapping	 served	 to	 formulate	 concrete	 recommendations	 to	
address	 these	 impediments.	 The	 recommendations	 were	 categorized	 with	 the	 help	 of	
Rosenstiel’s	theoretical	model	conditions	of	behaviour	and	three	recommendations	were	then	
elaborated	 in	 detail:	 Standardised	 forms,	 clear	 lines	 of	 communication	 and	 modification	 with	
explanatory	 statement.	 Recommendations	 and	 interview	 results	 are	 then	 translated	 into	 a	
booklet	with	practical	tips	to	improve	information	flow	in	emergency	relief	operations.		
The	 thesis	 confirms	 the	 hypothesis:	 process	 improvement	 advances	 information	 flow	 and	
increases	the	efficiency	of	humanitarian	operations.	The	recommendations	to	improve	IF	point	
at	two	approaches:	technical	and	behavioural	communication	skills	trainings	for	staff	improve	IF	
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surge	 caused	 considerable	 wave	 action,	 coastal	 inundation,	 mudslides,	 water	 shortages	 and	
damage	 to	 road	 infrastructure	 and	 buildings	 (Stewart,	 2017;	 Reliefweb,	 2016).	 The	 United	
Nations	(UN)	and	the	government	estimated	1.4	million	people	to	be	 in	need	of	humanitarian	






Weigold,	 Stumpf	 &	Wagner,	 2015,	 p.	 25).	 Furthermore,	 it	 is	 estimated	 that	 a	 shattering	 40	
percent	of	this	part	is	ultimately	wasted	(Day,	Melnyk,	Larson,	Davis	and	Whybark,	2012,	p.	27).	
These	 inefficiencies	 limit	 the	 funding	 available	 for	 direct	 project	 costs	 addressing	 the	
humanitarian	 needs.	 Poor	 information	 flow,	 inadequate	 coordination	 efforts	 and	 conflicting	
internal	 procedures	 are	 identified	 as	 factors	 limiting	 effective	 operations	 (Reindorp	 &	Wiles,	
2001,	p.	8).	A	decade	ago,	Van	Wassenhove	(2006,	p.	477)	states	that	there	is	little	incentive	to	









efficiency,	whereas	 ten	years	ago	this	was	not	 the	case.	This	 thesis	 looks	at	 the	 factors	which	
condition	this	inefficiency.	
	 2	
Information	 sharing	 is	often	considered	as	a	generic	 cure	 for	 supply	 chain	ailments	and	 relief	
chain	 coordination	 is	 considered	 as	 key	 to	 improve	 its	 performance	 (Balcik,	 Beamon,	 Krejci,	
Muramatsu	&	Ramirez,	2015,	p.	22;	Forrester,	1958).	Day,	Junglas	and	Leiser	(2009,	p.	653)	reflect	
on	 how	 information	 sharing	 might	 mitigate	 the	 effects	 of	 information	 impediments	 and	
contribute	to	an	improved	flow	of	resources.	Other	research	found	information	management	and	










IHOs	work	worldwide	when	 sudden	natural	disasters	 strike,	wars	occur	or	 in	 connection	with	
long-term	 conflicts.	 They	 ensure	 the	 availability	 of	 swift,	 efficient	 humanitarian	 assistance	
(Ministry	of	Foreign	Affairs	of	Denmark,	2017).	This	thesis	focuses	on	IHOs	operating	in	response	
to	sudden-onset	natural	disasters.	An	important	part	of	the	research	is	based	on	the	humanitarian	
response	 to	Hurricane	Matthew	 in	Haiti,	 in	October	 2016.	 The	main	 research	 question	 to	 be	
analysed	is	the	following:		
«	What	are	the	impediments	to	information	flow,	how	can	










Impediments	 are	 seen	 as	
obstacles	 to	 the	 process	 of	
sharing	 of	 information.	 These	




the	 behaviour	 of	 people	 or	 the	
environment.	





organisation	 and	 to	 the	 use	 of	
the	information	(Detlor,	2010,	p.	





Improvements	 are	 expected	 in	
terms	 of	 processes	 which	
advance	productivity	 and	 foster	
efficiency,	 quality	 of	 decision	














of	 processes	 advances	 information	 flow	 which	 in	 turn	 contributes	 to	 the	 efficiency	 of	
humanitarian	operations.	The	objective	is	to	confirm	scientific	findings	on	impediments	and	to	
find	 out	 which	 processes	 improve	 information	 flow.	 Also,	 this	 project	 shall	 bridge	 the	 gap	
between	 theoretical	 abstraction	 and	 the	 operational	 needs	 in	 the	 field.	 To	 achieve	 this,	 it	








Within	 an	 organisation:	 The	 research	 will	 take	 place	 within	 an	 IHO	 in	 order	 to	 analyse	 the	
behaviour	of	people	 in	the	 internal	structure.	Mainly,	the	humanitarian	response	to	Hurricane	
Matthew	of	middle-size,	 Switzerland-based	 IHO	Medair	will	 be	analysed.	 This	 enables	 a	more	
precise	 case	 study	 analysis	 where	 improvements	 could	 possibly	 be	 implemented	 within	 the	
organisation.	 In	 contrast	 to	 this	 stands	 the	 information	 sharing	 (IS)	 between	 IHOs	 discussing	




























of	 interviews,	questionnaire	and	process	mapping.	Four	major	 impediments	 (decision	making,	
time	difference,	shortage	of	funds	and	too	many	variables)	are	extracted	and	each	summarizes	
different	 impediments	 to	 information	 flow.	 The	 established	 recommendations	 are	 then	









Besides	 the	 selective	 and	 situational	 picture	 of	 disasters	 shown	 by	 media	 in	 the	 immediate	
aftermath,	 the	 everyday	 conditions	 in	 which	 emergency	 relief	 workers	 operate,	 are	 mostly	
unknown.	This	section	looks	first	at	the	context	and	explains	the	differences	between	logistics	in	
the	private	sector	compared	to	the	humanitarian	field.	The	goal	of	humanitarian	logistics	 is	to	
save	more	 lives	while	private	 logistics	 aims	at	profit	maximisation.	 Yet,	 the	 connection	 to	 the	
private	sector	for	learning	objectives	is	useful	in	some	areas,	even	if	it	stays	limited	in	others	due	
to	 its	 different	 working	 environment	 and	 goal.	 Due	 to	 the	 high	 importance	 of	 logistics	 in	







commercial	 sector?	 Both	 are	 compared	 and	 some	 typical	 characteristics	 like	 uncertainty	 and	











some	of	 the	 responses	of	 the	experts	may	 also	 refer	 to	 slow-onset,	man-made,	 or	 combined	
	 7	






























factors	may	 cause	 another	 disaster	 (e.g.	 after	 long	 periods	 of	 rain,	mudslides	 are	 likely)	 (Van	
Wassenhove	2006,	p.	478).	Often,	factors	such	as	the	lack	of	resources,	trained	personnel	and	
accurate	 information	 also	 contribute	 to	 complexity.	 The	 cause-effect	 relationship	 when	 the	






(Thakur-Weigold,	 Besiou	 &	 Wagner,	 in	 press).	 Non-Governmental	 Organisations	 (NGO)	 have	
stakeholders	that	do	not	pay	for	their	service	(e.g.	beneficiaries),	however	still	have	an	important	










advance	 constant	 improvement	 (Van	 Wassenhove,	 2006,	 p.477).	 However,	 if	 humanitarian	
operations	were	more	efficient,	more	lives	could	be	saved.		
2.1.2 Humanitarian	Principles		










by	General	 Assembly	 resolution	 58/114	 (UNOCHA,	 2012).	 Humanitarian	 action	 takes	 place	 in	
complex	 political	 and	militarized	 environments	 (UNOCHA,	 2012).	 The	 humanitarian	 principles	
distinguish	humanitarian	action	from	political,	military	or	other	actors	(UNOCHA,	2012).		
Promoting	 the	 adherence	 to	 humanitarian	 principles	 is	 essential	 for	 effective	 humanitarian	
coordination	 (UNOCHA,	 2012).	 The	 commitment	 to	 these	 principles	 is	 expressed	 at	 an	
institutional	level	through	the	Code	of	Conduct	for	the	International	Red	Cross	and	Red	Crescent	









private	 with	 humanitarian	 logistics,	 defines	 humanitarian	 logistics,	 views	 its	 uniqueness	 and	
reflects	on	the	use	of	information	technologies.		
2.2.1 Context	and	Definition	of	Humanitarian	Logistics	
Donors	 are	 becoming	more	 aware	 of	 expenses	 and	 thus	 put	 IHOs	 under	 greater	 scrutiny	 to	
monitor	 their	 impact	 (Van	Wassenhove,	2006,	p.	475).	 IHOs	 therefore	strive	 to	become	more	
results-oriented,	 accountable	 and	 more	 transparent	 (Van	 Wassenhove,	 2006,	 p.	 475).	
Humanitarian	disaster	relief	supply	chains	directly	influence	60	to	80	percent	(Day	et	al.,	2012,	p.	
27;	Van	Wassenhove,	2006,	p.	475;	Wagner,	Thakur-Weigold	&	Stumpf,	2013,	p.	30)	of	the	total	











This	 definition	 includes	 the	 tasks	 of:	 preparedness,	 planning,	 procurement,	 transport,	
warehousing,	tracking	and	tracing	as	well	as	customs	clearance	(Thomas	&	Mizushima,	2005,	p.	
60).	 Logistics	 plays	 a	 crucial	 role	 providing	 valuable	 perspectives	 on	 the	 effectiveness	 and	
efficiency	of	an	operation	as	well	 as	 for	post-event	 learning	 (Cozzolino,	2012,	p.	6;	Tatham	&	
Spens,	2011,	p.	13).		
2.2.2 Comparison	with	the	Private	Sector		
To	 the	 private	 sector,	 logistics	 is	 a	 planning	 framework	 for	 the	management	 of	 information,	
material,	 service	 and	 financial	 systems	 (Van	Wassenhove,	 2006,	 p.	 476).	 The	 business	 sector	
understood	long	ago	that	logistics	is	crucial	to	performance,	provides	a	rich	source	of	data	and	is	
the	most	expensive	part	of	any	operation	(Van	Wassenhove,	2006,	p.	476).	Subsequently,	 the	






Even	 though	 logistics	 plays	 a	 key	 role	 in	 many	 INGOs	 (Tatham	 &	 Spens,	 2011,	 p.	 14),	 their	
department	 (if	 logistics	 is	 considered	 as	 a	 department	 at	 all)	 is	 seldom	 involved	 in	 strategic	
planning,	resulting	in	a	vicious	circle:	the	lack	of	understanding	for	the	function	and	its	importance	
leads	 to	 non-inclusion	 in	 planning	 and	 budgetary	 processes	 (e.g.	 in	 proposals),	 resulting	 in	






systematised	 and	 comprehensive	 training	 in	 humanitarian	 logistics,	 albeit	 great	 need	 and	
potential	do	exist.	The	same	authors	(Thomas	&	Mizushima,	2005,	p.	60)	thus	pledge	for	a	more	
standardised	 logisticians	 training	 in	 order	 to	 achieve	 efficient	 operations,	 improved	








Van	Wassenhove	 hits	 the	 nail	 on	 its	 head	 by	 saying	 "unlike	 logisticians	 in	 the	 private	 sector,	


























































Tatham	 and	 Christopher	 (2014,	 p.	 57)	 see	 the	 importance	 of	 information	 technologies	 (IT)	
support	to	logistics	and	SCM	as	a	driver	of	improved	internal	efficiency.	The	systems	of	electronic	
data	 exchange	 and	 other	 IT	 enables	 the	 transmission	 of	 data	 to	 centralized	 storage	 and	
processing	and	provides	then	real-time	data	to	all	relevant	members	of	the	supply	chain	(Sahin	&	
Robinson,	2002,	p.	514).	It	enables	quantitative	analysis	as	well	as	setting	of	performance	targets	
for	different	 supply	 chain	 functions	 (Tatham	&	Christopher,	 2014,	p.	 60).	 Sahin	and	Robinson	




developed	and	 rolled	out	 in	 the	preparation	phase,	 so	 that	 they	 come	 into	practice	when	an	
emergency	happens	(Cozzolino,	2012,	p.	9).	However,	most	smaller	or	middle-size	 INGOs	only	
	 13	
have	 little	budget	 (if	 at	 all)	 for	process	 improvements	between	operations.	 Funding	 is	usually	
project	based	and	few	invest	in	long-term	organisation-wide	infrastructure	(Maiers	et	al.,	2005,	
p.	86).	Donors	prefer	to	give	for	relief	and	want	to	see	beneficiaries	assisted	rather	than	expensive	














calls	 as	 well	 as	 through	 emails	 and	 documents	 exchange.	 The	 message	 transferred	 is	 then	
influenced	by	many	disruptions.	This	section	looks	at	the	general	basic	model	of	communication	
process	and	then	goes	on	to	define	information	flow	in	the	specific	context	of	emergency	relief.	



















by	 his	 culture,	 his	 personality	 as	 well	 as	 the	 working	 preferences.	 In	 disaster	 response,	 the	
expatriate	 teams	 are	 from	multicultural	 backgrounds	 and	operate	on	 the	 field	 in	 yet	 another	
culture.	It	is	useful	to	know	one’s	own	culture	and	its	orientation	in	communication:	is	it	an	explicit	
communication	 with	 rather	 indirect	 or	 intransparent	 dialogue	 (Japan)	 or	 an	 implicit	


































task-oriented	colleague	at	HQ	who	strictly	wants	 to	 finish	a	project	 instead	of	 reacting	 to	 the	
circumstances	 and	 open	 a	 new	 project.	 The	mutual	 understanding	 seems	 crucial	 in	 order	 to	












“The	 application	 of	 management	 principles	 to	 the	 acquisition,	 organisation,	 control,	
dissemination	and	use	of	information	relevant	to	the	effective	operation	of	organisations	
of	all	kinds.	‘Information’	here	refers	to	all	types	of	information	of	value,	whether	having	
their	 origin	 inside	 or	 outside	 the	 organisation,	 including:	 data	 resources,	 such	 as	
production	data;	records	and	files	related,	for	example,	to	the	personnel	function;	market	




organised,	 disseminated	 and	 used	 in	 the	 context	 of	 relief	 project	management	 and	 logistics.	
Tatham	 and	 Spens	 (2011,	 p.	 12f)	 differentiate	 between	 data	 (organised	 facts),	 information	
(interpreted	 data)	 and	 knowledge	 (internalization	 of	 information,	 data	 and	 experience).	 This	
thesis	looks	at	the	information	exchange	between	HQ	and	the	field.	Therefore,	the	IF	within	the	
field	 team	 or	 at	 HQ	 only	 is	 excluded.	 It	 is	 important	 to	 see	 information	 in	 the	 context	 of	
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(Thomas	 &	Mizushima,	 2005;	 Van	Wassenhove,	 2006).	Material	 flows	 represent	 the	 physical	































of	 an	 online	 SCM	 application	 produces	 better	 and	 more	 timely	 information	 which	 in	 turn	




















views	 a	 good	 coordinator	 as	 the	 determining	 factor	 for	 timely	 deliveries.	 In	 this	 sense,	
collaboration	and	coordination	consists	of	a	wide	range	of	activities	like	negotiating,	contracting,	
measuring	 performance,	 attending	 conferences	 etc.	 (Akhtar	 et	 al.,	 2012,	 p.	 96).	 Akhtar	 et	 al.	
(2012,	 p.	 94)	 found	 that	 it	 was	 essential	 to	 not	 ignore	 any	 kind	 of	 information,	 especially	
coordinating	 activities	 such	 as	 meetings,	 appropriate	 information	 sharing	 and	 traveling	 were	















is	 required	or	 the	data	 is	 simply	 not	 available	 (e.g.	 due	 to	problems	of	 humanitarian	 access),	
essential	 information	could	be	missing.	Often	merely	the	reading	of	the	demand	sheet	can	be	
one	of	the	biggest	sources	of	friction	 in	this	turbulent	nature	(Day	et	al.,	2012,	p.32).	Another	
effect	 generated	 by	 the	 combination	 of	 interacting	 causes	 is	 the	 bullwhip	 effect;	 the	 supply	





























































































































































































commercial	 sector	 (Tatham	 &	 Christopher,	 2014,	 p.	 22)	 and	 include	 approaches	 like	 lean	
management	and	Total	Quality	Management	(TQM1).	Lean	is	a	methodology	for	the	reduction	of	
waste	 and	 produces	 better	 performance	 with	 existing	 resources.	 For	 example,	 World	 Vision	
applied	a	 lean	six	sigma	approach	for	process	 improvement	in	Eastern	Africa	and	showed	that	
TQM	 approaches	 also	 apply	 to	 INGOs	 (Parris,	 2013).	 World	 Vision’s	 goal	 was	 to	 get	 better	
outcomes	for	existing	funds,	staff	and	other	resources	(Tatham	&	Christopher,	2014,	p.	22).	The	
understanding	 and	 application	 of	 TQM	 concepts	 and	 tools	 reduced	 the	 average	 time	 for	
procurement	and	recruitment	by	40-80	percent	and	the	annual	expenses	by	one	million	dollars	
(Parris,	2013,	p.	458).		
Bartell,	Haselkorn,	Kemp	and	Lappenbusch	 (2006,	p.	157ff)	 realized	 that	effective	 information	
sharing	is	becoming	increasingly	fundamental	to	the	humanitarian	relief	sector	and	propose	the	
production	 of	 new	 knowledge	 in	 a	 more	 complete	 process	 map	 of	 emergency	 response	
																																								 																				
1	Total	Quality	Management	is	a	management	approach	aiming	at	increasing	business	and	reducing	losses	





























For	 this	 research,	 a	 qualitative	 approach	 is	 chosen.	 Humanitarian	 operations	 and	 disaster	









This	 thesis	 was	 developed	 in	 an	 approach	 in	 five	 steps.	 First,	 the	 literature	 on	 humanitarian	
operations	 and	 information	 flow	 was	 screened.	 Second,	 the	 identified	 impediments	 to	
information	flow	were	gathered	and	analysed.	Next,	the	interview,	questionnaire	as	well	as	the	
process	mapping	 was	 designed	 by	 taking	 into	 account	 the	 impediments.	 The	 data	 collection	
(conduction	 of	 interviews	 and	 process	 mapping	 and	 sending	 out	 the	 questionnaire)	 was	
completed	in	step	four.	This	paper	uses	a	combination	of	process	and	value	stream	mapping	to	
map	the	information	flow	and	find	the	impediments	and	the	corresponding	improvements.	In	last	





































internal	 evaluation,	 the	 lessons	 learnt	 and	 new	 strategic	 decisions	 in	 reaction	 to	 Hurricane	
Matthew	 were	 discussed	 in	 direct	 communication	 with	Medair’s	 Emergency	 Response	 Team	
(ERT)	 in	 order	 to	 understand	 the	 circumstances	 at	 Medair	 before	 the	 process	 mapping	 was	
conducted.		
Step	4	–	Conduction	of	interviews,	process	mapping	and	sending	out	questionnaire	
Following	 the	 first	discussions	 in	 step	one,	 four	 semi-structured	 interviews	with	humanitarian	
experts	 working	 in	 three	 different	 INGOs	were	 conducted	 to	 elaborate	 the	 subject	 and	 seek	
confirmation	of	academic	topics.	The	interviews	also	provided	practical	tips	which	could	then	be	
incorporated	 in	the	booklet.	After	 the	 interviews	were	conducted,	 the	 focus	of	 the	thesis	was	
narrowed	down	and	the	questionnaire	was	adapted.	Subsequently,	the	questionnaire	was	sent	
out	 to	discover	 the	 frequency	 in	which	 the	participants	 experienced	 the	 impediments.	 It	 also	





The	 results	 from	 the	 data	 collection	 were	 then	 documented	 and	 evaluated.	 The	 described	
material	and	 information	flows	 in	the	process	mapping	were	arranged	with	Post-it	notes	on	a	
poster.	During	the	process	discussion,	many	problems	were	diagnosed	and	some	improvement	
ideas	were	already	collected.	Then,	 results	were	documented	 (section	4.3)	and	 four	obstacles	

















and	 the	 channel	 used.	 Information	 sharing	 is	 therefore	 disassembled	 through	 Rosenstiel’s	
theoretical	 model	 conditions	 of	 behaviour,	 a	 model	 which	 analyses	 the	 prerequisites	 or	
conditions	contributing	to	human	behaviour	(that	is	sharing,	incomplete	sharing	or	no	sharing	of	






between	volition	and	ability	of	 the	person	 involved,	meaning	 their	willingness	and	capacity	 to	
share	 information	 and	 empowerment	 and	 obligation	 of	 the	 situation,	 meaning	 the	 given	
organisational	norms	and	 regulations	on	 information	 sharing.	Situational	enabling	 is	 added	as	
																																								 																				
2	The	impediments	to	IF	could	have	been	categorised	into	the	model	also.	This	would	have	enabled	the	




fourth	 condition,	 describing	 the	 circumstantial	 impeding	 or	 enabling	 factors	 to	 information	





































































































































INGO4	 n.s.	 n.s.	 1	 Q	 ERM	
Caritas	CH	
INGO5	
>	1.000	 Shelter	 1	 Q	 ERM	
SHA		
GO	
>	1.000	 WASH,	Shelter,	Cash	 1	 I,	Q	 ERM	
Notes:	 WASH-Water,	 Sanitation	 &	 Hygiene.	 Form	 of	 participation:	 I-Interview;	 Q-Questionnaire;	 PM-





(GO),	with	 a	 total	 of	 13	 respondents.	 The	 participants	 originated	 from	different	 departments	
	 28	
within	 their	organisation	and	were	positioned	either	at	HQ	or	 in	 the	FO.	A	 total	of	 four	semi-






























































question	 in	 each	 interview,	 the	 participants	 were	 asked	 to	 reflect	 the	 structure	 of	 their	
organisation’s	 communication	 culture.	 Open-ended	 questions	 were	 asked	 to	 obtain	 their	































































































Finally,	 the	 ERT	 of	 the	 middle-sized	 IHO	 Medair	 took	 part	 in	 the	 process	 mapping.	 The	
combination	 of	 a	 process	 and	 a	 value	 stream	 mapping	 consisted	 in	 a	 semi-structured	
conversation	and	lasted	120	minutes.	In	the	first	part,	the	participants	were	asked	to	give	details	
about	the	reasons	and	 improvement	possibilities	 for	the	 impediments	which	they	classified	as	
“often”	in	the	questionnaire	before.	In	the	second	and	main	part,	the	participants	were	requested	
to	map	the	process	of	the	first	weeks	of	the	humanitarian	response	to	Hurricane	Matthew.	The	
group	 session	 with	 INGO1	 was	 conducted	 with	 the	 emergency	 response	 manager,	 two	
emergency	 response	officers	 and	 the	 logistics	 officer.	 The	 actions	of	 different	 functions	were	




and	 noted.	 The	 initial	 process	map	was	 complemented	 by	 a	 timeline	 and	 a	matching	 of	 the	










as	 they	 have	 been	 comprehended.	 Four	 impediments	 are	 extracted	 from	 the	 results	 of	 the	
interviews,	questionnaire	and	the	process	mapping.	The	mapping	including	the	discussion	with	
the	ERT	yielded	many	 inputs	 concerning	 impediments	and	 recommendations.	As	 the	ERT	had	
been	conducting	an	extensive	evaluation	and	had	already	been	thinking	about	improvements	in	
a	prior	workshop	together,	these	rich	and	reflected	inputs	were	suggested	during	the	mapping.	
For	 interpretation,	 a	 timeline	 was	 created	 after	 the	 mapping,	 in	 an	 overview	 depicting	 the	
difference	 between	 planned	 and	 actual	 response.	 Another	 figure	 confronted	 diagnostics	
(problems)	 to	 recommendations	 and	 corresponding	 pairs	 were	 connected.	 These	
recommendations	 result	 from	mapping,	 interviews,	 literature	and	 the	discussion	with	process	
experts.	 The	 specific	 data	 analysis	 formed	 a	 spiral	 around	 the	 four	 conditions	 of	 behaviour,	
consolidating	with	each	bend.	For	the	discussion	and	appreciation,	the	results	were	classified	in	
the	 three	 topics	 of	 the	 literature	 review.	 Then,	 the	 improvements	 were	 categorized	 into	
Rosenstiel’s	 conditions	 of	 behaviour	model	 and	 three	 of	 them	were	 elaborated.	 It	 should	 be	
mentioned	that	the	scheme	of	Rosenstiel	was	used	as	a	general	guideline	to	make	sense	of	the	
















topics	were	 roles	 and	 responsibilities	 (who	 is	 responsible	 for	 bringing	 into	 the	meeting	which	









- Procurement	 in	Haiti	was	 difficult	 as	 no	 supplier	 could	 be	 found.	 In	 the	 end,	
suppliers	from	Dominican	Republic	were	used.	
Communication		 - We	do	not	have	an	information	management	system	including	information	from	


















- Too	 many	 people	 are	 in	 a	 meeting	 ->	 Clear	 roles	 and	 responsibilities	 would	
simplify	discussions	and	decisions.	
- Inexperienced	 staff	 ->	 clear	 career	 development,	 introduction	of	 exams,	 Staff	
training	&	capacity	building	could	improve	the	technical	skills	of	staff.	
- No	 overview	 of	 operations	 ->	 more	 measurement	 and	 management	 skills	
needed	to	gain	overview	of	operational	performance.	






















listed	 impediments	 were	 experienced	 to	 be	 an	 obstacle	 to	 information	 flow	 in	 their	 chosen	
emergency	 operation.	 Ten	 relief	 experts	 from	 both	 HQ	 and	 field	 offices	 provided	 their	
experiences.	Where	 added	 comments	 were	 unclear,	 further	 inquiry	 via	 phone	 or	 email	 gave	
understanding	 concerning	 the	 causes	 for	 problems	 and	 their	 ideas	 for	 improvement.	 These	
further	explanations	were	added	under	“Why	and	where	was	this	a	problem?”	and	“What	was	












Emergency	 setting:	 Where	 security	 issues	 and	 bad	 or	 inexistent	 infrastructure	 hinder	 the	
organisation	to	perform	distributions	easily,	and	too	many	suppliers	and	locations	complicate	the	
operation,	 the	 organisation	 would	 reduce	 the	 size	 of	 the	 project	 next	 time.	 Sometimes	 the	




The	problem	 there	 lied	 in	uncertainty	 about	 the	 initially	 shared	 information,	which	made	 the	
planning	insecure.	




wasters.	 Instead,	definition	of	 final	 authority	and	clear	 lines	of	 communication	could	 improve	


















Environment:	 The	 high	 staff	 turnover	 impacts	 projects	 negatively,	 as	 due	 to	 incomplete	 or	
inexistent	 handovers,	 much	 information	 is	 lost.	 Also,	 the	 lack	 of	 experience	 and	 working	
knowledge	 can	 be	 compensated	 through	 the	 establishment	 and	 communication	 of	 standard	




in	 order	 to	 understand	 the	 background	 of	 the	 judgements.	 The	 following	 section	 shows	 the	
results	from	the	process	mapping.	
4.3 Process	Mapping	
The	process	mapping	was	done	with	 the	 emergency	 response	 team	of	Medair,	 a	 Switzerland	
based	international	relief	and	recovery	organisation.	In	order	to	learn	from	an	example,	the	most	
recent	 disaster	 was	 chosen:	 their	 emergency	 relief	 response	 to	 Haiti	 in	 October	 2016	 after	
Hurricane	Matthew.	 The	 hurricane	 destroyed	whole	 landscapes	 and	 the	 strong	winds	 caused	













departments	during	an	emergency.	The	 initial	process	mapping	 for	 the	 research	of	 this	 thesis	
took	especially	the	first	and	second	ERT	(wave	one	and	two)	into	focus,	whereby	




process	mapping,	 different	 colours	 are	used	 to	distinguish	 information,	 process,	material	 and	
money	flows.	13	impediments	were	identified	during	the	team	discussion.	The	subsequent	pages	
show	the	process	of	the	first	ten	weeks	of	the	Medair	response.	
Timeline:	After	 the	mapping,	 a	 timeline	 is	 added	 to	 demonstrate	 the	difference	between	 the	








HQ - ERT 
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The	 subsequent	 section	 discusses	 four	 major	 obstacles	 encountered	 in	 the	 interview,	 the	











Aid	Unit	 (SHA,	 the	humanitarian	arm	of	 the	Swiss	Agency	 for	Development	and	Cooperation).	
Haiti	being	seven	hours	behind	Swiss	time	meant	that	HQ	decided	at	the	end	of	their	working	day	













for	sudden-onset	disasters	 in	 the	end	 (A.	Parris,	personal	communication,	April	24,	2017).	For	
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protracted	 crisis	 and	 long-lasting	 emergencies,	 it	 is	 true	 that	 resources	 are	 very	 limited.	
Somehow,	 this	 fear	 of	 not	 having	 enough	 finances	 overlapped	 from	 longer	 emergencies	 to	
emergency	relief.	The	knowledge	that	for	rapid-onset	emergency	relief	there	is	always	enough	
funding	 could	 change	 the	 perception	 and	 the	way	 head	 of	 departments	 and	 teams	 plan	 and	





causing	 big	 costs)	 when	 using	 satellite	 communication	 in	 remote	 areas,	 instead	 they	 would	
communicate	their	assessed	information	as	soon	as	possible.	
The	finances	for	governmental	units	are	not	as	tight	as	for	some	INGOs.	Still,	the	reporting	is	also	








reporting	 forms	 at	 distributions,	 which	 complicated	 the	 reporting	 of	 evidence.	 Some	 staff	
constantly	adapted	the	numbers	of	beneficiaries	of	relief	items	required,	which	was	not	passed	




















- Adapting	 numbers	 results	 in	 information	 unreliability	as	 the	 organisation	 cannot	 trust	 its	
numbers.	
- Many	 different	 variables	 could	 be	 attributed	 to	 extreme	 uncertainty	 and	 complex	




It	 is	 interesting	 to	 see	 that	more	 than	 half	 of	 the	 obstacles	 are	 confirmed	 by	 literature.	 This	
confirms	 the	 literature’s	 relevance	and	actuality.	 The	 remaining	 five	 impediments	 seem	 to	be	











The	 next	 process	 mapping	 is	 adapted,	 the	 diagnosed	 impediments	 were	 improved	 with	 the	
above-mentioned	recommendations.	




Send one big proposal to 
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The	 recommendations	 from	 ERT	 and	 experts	 will	 now	 be	 put	 into	 practice.	 Ideally,	 the	 Haiti	




depth	assessment	and	 relief	program	 now	starts	on	 time	on	day	25.	Mainly,	 this	difference	 is	
caused	 by	 a	 restructuring	 of	 responsibilities	 and	 clear	 lines	 of	 communication	 as	 well	 as	 the	
installation	of	pre-positioning.		




this	 issue,	 it	 is	discovered	that	 in	 the	GO,	 the	authority	 lines	are	clearly	defined.	 It	 seems	this	
enables	 faster	decisions.	Also,	 the	 clear	 roles	 in	 the	decision	meeting	help	make	an	 informed	
decision.	Medair	shows	a	similar	trend:	in	their	evaluation,	the	team	decided	to	introduce	shorter	
meetings	where	roles	are	clearly	appointed.		
Clear	 lines	 of	 communication	 come	with	 the	 installation	 of	 clear	 responsibilities.	 If	 the	 team	








emergency	 relief	 more	 efficient	 as	 the	 assistance	 can	 be	 delivered	 at	 maximum	 speed	 and	
minimum	cost	(Roopanarine,	2013).	Also,	this	method	of	procurement	brings	economic	benefit	




pre-positioning	 in	 place	 is	 challenging	because	 it	 takes	 a	 lot	 of	 resources:	 it	 needs	 time	 for	 a	






Even	 though	 the	mindset	 of	 having	 enough	money	 for	 emergency	 response	 allows	 for	more	
spending,	it	is	challenging	to	find	a	donor	who	pays	for	improvements	indirectly	related	to	the	
relief	operation,	thus	an	‘advance’	for	internal	process	reforms	and	pre-positioning.	This	project	
remains	unattractive	 to	donors	 as	no	direct	 reward	 in	 terms	of	 children	being	 fed	or	 families	
sheltered	is	received,	unless	the	donor	takes	a	longer-term	view.		
The	next	figure	(4.7)	shows	the	adapted	process	mapping,	where	the	impediments	are	taken	out	




























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































The	 results	 from	 the	 interviews,	 the	 questionnaire	 and	 the	 process	 mapping	 are	 now	
systematised	 and	 appreciated	 against	 the	 backdrop	 of	 the	 literature.	 All	 three	 parts	 of	 the	
research	question	are	discussed:	First,	the	impediments	found	in	literature	are	compared	to	the	
research	 findings.	 Second,	 the	 impediments	are	 systematized	with	 the	help	of	 a	prioritisation	
matrix	in	order	to	crystallise	feasible	recommendations.	Three	recommendations	are	chosen	and	
deductively	developed	by	means	of	Rosenstiel’s	(2010)	conditions	of	behaviour.	Then,	through	













the	 questionnaire,	 five	 of	 ten	 respondents	 considered	 complexity	 as	 an	 impediment	 because	
there	 is	 no	 infrastructure,	 too	many	 locations	 and	 suppliers	 and	 bad	 security	 conditions.	 The	
communications	 infrastructure	 further	 complicated	 the	 flow	of	 information	 (Tatham	&	Spens,	
2011),	as	 the	 field	 team	did	not	have	reception	and	only	accessed	 little	data	transfer	 through	
satellite	communications.	Van	Wassenhove	(2006,	p.	477)	considers	the	high	staff	turnover	to	be	
a	 problem	as	 it	 results	 in	 a	 short	 supply	 of	 skilled	workers.	 This	was	 confirmed	 in	 the	 results	
gathered	 through	 all	 three	 research	 methods.	 The	 process	 mapping	 showed	 that	 the	 staff	
turnover	especially	harmed	the	operations	as	many	relief	operations	were	conducted	by	different	
team	leaders,	meaning	that	every	new	leader	first	had	to	gain	an	understanding	of	the	context	








clear	 view	of	 the	problem	and	 the	combination	 renders	 the	crisis	 complex	 (Van	Wassenhove,	




in	 strategic	 planning	 and	budgeting,	which	 is	 confirmed	 to	 be	 a	 problem	 in	 the	 interviews:	 If	
logistics	is	only	a	support	function,	it	will	never	have	the	possibility	to	be	integrated	in	all	steps	






















makes its own 
decisions
MAF SHA
Centralized - centre makes all decisions
Decentralized - each market makes its own decisions







makes	 all	 decisions)	 and	 decentralized	 (each	 market	 makes	 its	 own	 decision)	 coordination	
structure.	 INGO2	 (MAF)	 delegates	 as	many	 decisions	 as	 possible	 down	 the	 hierarchy,	 a	 local	
approach.	The	GO	(SHA)	provides	information	on	the	local	context	to	HQ,	but	the	head	of	ER	at	
HQ	is	the	main	decision	maker.	The	question	is,	would	local	decision	making	have	accelerated	the	








Also,	 funding	 is	 directed	 towards	 relief	 activities	 and	 rarely	 supports	 internal	 development	
(Thomas	 &	 Mizushima,	 2005,	 p.	 60).	 The	 interviewees	 confirmed	 this	 clearly:	 there	 is	 little	
resource	for	process	development	and	personal	development.	However,	IHOs	should	draw	the	
institutional	donor’s	attention	to	the	cost	of	not	including	expenses	like	internal	development.	
NGOs	 should	 advocate	 for	 resources	 for	 internal	 development	 from	 institutional	 donors	 and	
disclose	 the	 impact	 of	 process	 development	on	 the	 efficiency	of	 aid,	 thereby	 improving	 their	
impact	in	emergency	response.		
Technology	is	developing	fast	and	information	management	systems	are	crucial	because	these	
can	 help	 automatize	 and	 share	 information	 faster	 than	 before.	 Information	 sharing	 systems	
“alleviate	the	 impact	of	 information	 impediments	of	 future	disasters	and	 lead	to	an	 improved	
flow	 of	 resources”	 (Day	 et	 al.,	 2009,	 p.	 653).	 The	 answers	 from	 the	 interviews	 and	 from	 the	
questionnaire	showed	a	mixed	picture:	many	organisations	use	some	kind	of	tools	or	systems,	
however,	 inadequate	streams,	storage	misalignment,	need	for	robust	equipment,	 inconsistent	
format	 and	 internet	 connection	 are	 still	 challenges	 in	 the	 daily	 humanitarian	 sector.	 Larger	
organisations	own	an	overall	IM	system	for	internal	as	well	as	external	coordination.	However,	
interviewees	 from	middle-sized	 IHOs	 voiced	 aspirations	 for	 an	 organisation-wide	 information	
sharing	system.	Smaller	organisations	do	not	have	the	funds	to	install	information	management	






timely	 exchange	 of	 information	 was	 crucial	 for	 project	 development.	 The	 time	 difference	
between	 Haiti	 and	 Switzerland	 was	 experienced	 as	 being	 a	 challenge	 and	 disabled	 the	
communication	of	crucial	change	in	time.	The	bullwhip	effect,	observed	by	Forrester	(1958)	also	







The	 quality	 of	 the	 organisational	 structure	 within	 large	 organisations	 rarely	 seemed	 to	 be	 a	
problem.	In	the	questionnaire,	the	logistics	officer	from	the	ICRC	selected	all	of	the	organisational	
structure-related	 impediments	 as	 appearing	 “rarely”.	 Also,	 the	 emergency	 response	manager	
from	 the	 GO	marked	 none	 of	 these	 as	 impeding	 “often”.	 Both	 statements	 speak	 for	 a	 good	
structure	at	large	organisations.	However,	the	subject	of	internal	structure	may	be	delicate	when	




are	 concerned	 with	 staff	 turnover	 (generally	 and	 in	 the	 emergency	 phase)	 or	 lack	 of	 skills.	
Turnover	is	extremely	high	in	this	field	(eight	out	of	ten	state	this	was	“often”	an	impediment).	
Literature	confirms	this	(Thakur-Weigold	et	al.,	 in	press;	Van	Wassenhove,	2006).	Akhtar	et	al.	
(2012,	 p.	 98)	 observes	 a	 lack	 skilled	 workers	 such	 as	 trained	 operational	 staff	 and	 logistics	
managers,	 amongst	others.	 The	 results	 from	 the	 research	 show	 that	 for	 rapid-onset	disasters	





used	 different	 distribution	 forms	 (therefore	 different	 data	was	 collected),	 which	 complicated	
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reporting.	 In	 the	 past	 years,	 many	 useful	 checklists	 have	 been	 established	 to	 contribute	 to	




was	 to	 improve	 training	 and	 set	 exams	 for	 reassurance	 of	 good	 quality.	 This	 is	 done	 by	 SHA	
already,	 operating	 on	 a	 much	 larger	 budget	 than	 Medair.	 Other	 ideas	 consider	 targeted	
recruitment	or	a	need	to	investment	and	“grow	your	own	staff”.		
The	 next	 section	 takes	 the	 recommendations	 for	 improvement	 of	 the	 above	 mentioned	
impediments	and	discusses	the	improvements.	
5.2 How	can	Information	Flow	be	Improved?	
The	 recommendations	 for	 Medair,	 identified	 during	 the	 process	 mapping	 and	 the	 reflection	
afterwards,	have	the	potential	to	avoid	or	reduce	the	impact	of	some	impediments	and	thereby	
improve	 information	 flow.	 Section	 4.6	 mentions	 all	 13	 recommendations.	 This	 chapter	
systematises	 the	 recommendations	and	prioritises	 in	order	 to	elaborate	 three	 in	more	detail.	
These	three	recommendations	are	tailored	to	be	applied	in	Medair.	
5.2.1 Prioritise	Recommendations		
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on	 the	basis	of	 feasibility	 regarding	 the	 limits	of	 this	 thesis.	The	 three	 following	 improvement	
suggestions	are	situated	in	the	complete	success	square:	standardise	forms	(12),	define	clear	lines	
of	 communication	 (1)	 and	modification	with	 explanatory	 statement	 (4).	 In	 order	 to	 know	 the	
approach	of	intervention	for	each	recommendation,	the	condition	for	its	realisation	needs	to	be	
understood;	 Who	 has	 the	 decisive	 lever	 and	 what	 kind	 of	 activities	 are	 requested	 for	 its	
implementation?	Rosenstiel	(2010)	asks	four	questions	(whenever	a	staff’s	behaviour	does	not	
meet	the	expectations),	which	are	adapted	to	the	recommendations	and	complemented	with	the	















































































Most	 recommendations	 can	 be	 found	 in	 the	 conditions	 empowerment	 and	 obligation	 and	
individual	 skills.	 In	 order	 to	 boost	 individual	 skills,	 staff	 need	 training.	 In	 order	 to	 implement	










How	does	 standardising	 forms	 solve	 the	 problem	of	 different	 stock	 reports?	One	 problem	of	
INGO1’s	operation	in	Haiti	was	the	constantly	different	stock	reports	which	every	new	response	
team	leader	used.	Team	leaders	did	not	know	which	hygiene	kits	they	were	distributing	as	they	
had	 three	 suppliers	 in	 fifteen	 remote	 locations.	 The	 stock	 reports	 often	 did	 not	 contain	 any	
signature	or	even	only	a	fingerprint	from	the	beneficiary	such	that	tracking	down	became	very	
complicated.	This	 turned	 reporting	 into	disorder;	HQ	 logistics	officers	could	not	 specify	which	
supplier	delivered	which	hygiene	kit	to	which	beneficiary	group.	However,	 institutional	donors	
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require	 exact	 data	 about	 distribution	of	 relief	 items	 (where,	what,	 to	whom,	why).	 The	 team	
recommended	 the	 use	 of	 standardised	 forms.	 A	
standardisation	 would	 resolve	 in	 uniform	 reports	 and	
facilitate	 team	 work	 as	 these	 contain	 all	 necessary	
information.	 Standardisation	 in	 this	 case	 would	 facilitate	
reporting	from	field	to	HQ	as	well	as	reporting	to	donors.	
The	 development	 of	 standard	 forms	 would	 mean	
incorporating	 all	 required	 information	 from	 the	departments	 involved	–	 logistics,	 finance	 and	
human	resources.	The	standardised	form	with	user	guide	could	have	the	positive	side	effect	of	








departments	 (examples	 can	 be	 found	 at	 UNHCR,	 1997,	 p.	 63).	 Second,	 the	 introduction	 to	
relevant	 staff	 across	 the	 whole	 organisation	 should	 be	 planned;	 a	 guideline	 explaining	 the	




























support	 clear	 lines	 of	 communication	 as	 they	 presuppose	 each	 other.	 In	 the	 occasion	 of	
misunderstandings,	HQ	anticipated	the	field	team	leader’s	decision,	while	he	only	required	an	
appreciation	of	 the	situation	 from	HQ.	The	team	 leader	needed	an	HQ	estimation	to	take	the	
decision	in	the	field.	Due	to	the	back	and	forth	in	the	communication,	the	decision	making	on	the	
base	spot	and	distribution	 locations	 took	 too	 long	 (three	days).	 Interviews	confirmed	that	 the	
final	decision	maker	should	be	clearly	defined.	Is	the	final	decision	maker	in	the	field	or	at	HQ	and	
for	which	decisions	is	this	the	case?	Clear	roles	and	responsibilities	in	turn	induce	clear	lines	of	
communication	because	 the	competencies	are	 clarified.	The	 interview	with	 the	governmental	
organisation	showed	that	their	communication	concept	specified	clear	communication	lines	and	
a	clear	hierarchy.	This	appeared	to	be	an	evident	advantage	for	their	efficient	operation.		
How	 can	 clear	 lines	 of	 communication	 be	 implemented?	 This	 recommendation	 can	 only	 be	
implemented	with	a	convinced	and	strong	management.	The	assignment	for	a	concept	of	clear	
lines	 of	 communication	 will	 be	 decided	 by	 the	 leadership	 to	 have	 a	 direct	 effect	 on	 the	
Figure	5.2.3:	Diagnostics	associated	to	the	recommendation	clear	lines	of	communication.	
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organisational	 structure	 and	 responsible	 heads	 of	 departments.	 The	 assignment	 may	 be	
combined	with	the	clarification	of	roles	and	responsibilities.	However,	a	redefinition	of	roles	and	
responsibilities	could	enlarge	the	project	to	a	large-scale	restructuring.	Every	head	of	department	
will	 have	 to	 be	 involved	 if	 the	 restructuring	 is	 done	 organisation-wide.	 An	 appointed	 project	












How	does	modification	with	explanatory	 statement	 solve	 the	problem	of	 constantly	 changing	
numbers?	 The	 process	 mapping	 with	 Medair	 yielded	 the	 fact	 that	 the	 field	 staff	 constantly	
adapted	numbers	of	project	needs	 in	Haiti.	This	caused	confusion	in	the	HQ	emergency	team,	
dropping	down	to	logistics	as	well	(and	possibly	further	down	to	other	departments).	Decisions	









How	 can	 modification	 with	 explanatory	 statement	 be	 implemented?	 A	 structured	 reasoning	
could	 figure	as	an	additional	hurdle.	One	explanatory	communication	method	 is	 ISBAR.	 In	 the	
medical	sector,	estimations	attribute	the	major	factor	in	60-70%	of	serious	incidents	to	failures	






a	 situation	 where	 a	 field	 assessment	 officer	 wants	 to	 change	 stock	 orders	 because	 the	 last	
assessment	yielded	detailed	results	about	a	region	with	more	needs	which	was	not	anticipated	














































After	 these	three	recommendations	were	elaborated	for	 the	specific	case	of	 this	middle-sized	
IHO,	a	generalisation	shall	be	ventured.	Table	5.2.5	broadens	the	view	and	looks	inductively	at	all	
other	 recommendations	 not	 yet	 discussed	 in	 depth	 and	 questions	 if	 the	 approaches	 of	





































1.	Define	clear	lines	of	communication	 	 	 	 	 	
2.	Define	power	of	decisions	in	emergencies	 	 	 	 	 	
3.	Clear	roles	and	responsibilities	 	 	 	 	 	
4.	Modification	with	explanatory	statement	 	 	 	 	 	
5.	Set	and	stick	to	one	block	of	project	 	 	 	 	 	
6.	Knowing	&	communicating	that	sudden-onset	emergencies	
always	well	financed		
	 	 	 	 	
7.	Smaller	response	 	 	 	 	 	
8.	Reduce	variables	 	 	 	 	 	
9.	Pre-positioning		 	 	 	 	 	
10.	Send	one	big	proposal	to	donors	 	 	 	 	 	
11.	Prolong	handover	time	 	 	 	 	 	
12.	Standardise	forms		 	 	 	 	 	













particular	organisation,	so	 that	best	practise	cases	and	 internal	structures	 (not	being	 found	 in	
handbooks,	checklists	or	guidelines)	can	be	integrated.	Interviews	yielded	very	different	results	
when	 asking	 about	 the	 type	 of	 format.	 Some	 prefer	 a	 booklet,	 others	 training,	 others	 a	
























































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































for	 internal	 development	 and	 the	 inaccessibility	 to	 all-encompassing	 IM	 systems	 for	 smaller	
organisations	impede	information	flow.	Regarding	information	sharing,	the	time	difference,	the	
high	staff	turnover	and	limited	technical	skills	are	considered	to	be	obstacles.		
Secondly,	 the	recommendations	to	 improve	 information	flow	from	the	process	mapping	point	
out	 the	 potential	 of	 technical	 and	behavioural	 skills	 trainings	 as	well	 as	 the	 power	 of	 change	
induced	 from	the	management.	To	 start,	 the	assumption	 is	 that	 skills	 trainings	 result	 in	more	









introduced	 in	 trainings.	 The	 integration	 into	 a	 cloud	 collaboration	 service,	 intranet	 or	 a	
smartphone	application	are	other	options,	however,	the	content	must	be	available	also	offline.		
The	hypothesis	can	be	confirmed:	The	improved	process	mapping	showed	a	more	efficient	quick	
impact	project	 through	 the	 restructuring	of	 responsibilities	and	communication	as	well	as	 the	























situational	 circumstances	 cannot	 be	 influenced	 simply.	 However,	 the	 improvement	
recommendations	within	 the	 conditions	 of	empowerment	 and	 obligation,	 individual	 skills	 and	





Regarding	theory,	 this	paper	contributes	to	 the	body	of	knowledge	specifically	on	 information	




In	 literature,	 we	 find	 a	 considerable	 emphasis	 on	 the	 relationship	 between	 information	 flow	














material	 flow	and	this	paper	established	suggestions	of	approaches	to	the	 improvement	of	 IF.	
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However,	 the	 findings	 remain	 to	 be	 validated:	 Does	 improved	 IF	 really	 result	 in	 better	
organisational	performance?	At	the	same	time,	concept	development	in	terms	of	what	is	good	
organisational	performance	 in	humanitarian	 relief,	 is	of	extended	value.	Possibly	a	 case	 study	
examining	 performance	 of	 an	 organisation	 in	 which	 logistics	 is	 a	 strategic	 function	 can	 be	
compared	to	a	case	where	logistics	is	only	a	support	function.	Through	this	study,	the	influence	
of	 the	 position	 of	 logistics	 upon	 performance	 could	 be	 tested.	 Other	 extended	 topics	 like	
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The	 term	 “third	 party”	 refers	 to	 anyone	 not	 involved	 in	 the	 supervision	 or	 evaluation	 of	 this	
Master‘s	thesis.	
	
	
Winterthur,	26.	June	2017	
(Place,	date)	 (Student’s	signature)	
	 	
	 96	
	 	
	 97	
8.9 Confidentiality	Agreement	
	
Confidentiality	(Non-Disclosure)	Agreement	Concerning	a	Master’s	
Thesis	in	the	Consecutive	MSc	Programs	at	ZHAW	Zurich	University	of	Applied	Sciences	
	
Andrea	Rominger	is	the	author	of	a	Master’s	thesis	entitled	Information	Flow	in	Humanitarian	Relief	
Operations.	While	carrying	out	project	work	in	connection	with	this	Master’s	thesis,	he/she	may	have	
access	to	confidential	information	which	he/she	may	also	disclose	or	make	use	of	in	his/her	Master’s	
thesis.	
	
The	individuals	at	ZHAW	who	have	some	involvement	in	the	Master’s	thesis	therefore	agree	to	keep	
confidential	all	information	disclosed	in	it.		
	
In	particular,	they	agree	to:		
§ Withhold	any	confidential	information	disclosed	in	the	Master’s	thesis	from	any	third	party	outside	
ZHAW.	This	does	not	include,	and	expressly	allows,	the	use	of	plagiarism	detection	software.	If	
asked	to	do	so	by	the	party	whose	confidential	information	is	being	disclosed,	the	Master’s	thesis	
shall	be	completely	erased	from	the	database.	
§ Exercise	due	care	in	storing	the	Master’s	thesis.	
§ Ensure	that	any	confidential	information	disclosed	is	not	used	for	any	other	purposes	within	ZHAW.		
	
The	obligation	to	maintain	confidentiality	does	not	apply	if	the	information:		
	
§ Is	common	knowledge	or	generally	available.	
§ Has	been	known	to	the	recipient	before	it	was	disclosed	by	the	author	of	the	Master’s	thesis.	
§ Is	or	will	be	generally	available	without	violating	the	confidentiality	agreement.	
§ Has	been	developed	or	created	by	a	member	of	ZHAW	without	using	the	information	to	which	this	
confidentiality	agreement	refers	or	has	been	received	by	a	member	of	ZHAW	from	a	third	party	of	
whom	it	can	be	assumed	by	that	member	of	ZHAW	that	he/she	had	the	right	to	disclose	such	
information.	
§ Has	to	be	disclosed	due	to	a	legal	or	contractual	obligation.	In	particular,	this	may	be	the	case	if	
there	is	an	appeal	against	the	examination	result	of	a	Master’s	thesis.	The	party	whose	confidential	
information	is	being	disclosed	acknowledges	that	in	such	a	case	ZHAW	is	obliged	to	disclose	the	
information	to	an	appeal	board.		
	
Equally,	the	obligation	to	maintain	confidentiality	does	not	apply	if:		
§ The	confidential	information	being	disclosed	no	longer	merits	protection.	
§ The	party	whose	confidential	information	is	being	disclosed	is	no	longer	interested	in	restricting	this	
information	to	a	limited	circle	of	people.	
§ The	party	whose	confidential	information	is	being	disclosed	has	given	his/her	express	permission	in	
writing	that	the	recipient	of	this	confidential	information	is	released	from	his/her	obligation	of	
confidentiality.		
Anyone	asserting	that	there	is	no	obligation	to	maintain	confidentiality	must	be	able	to	support	this	
assertion.	
	
Winterthur,	___________________________	(date)	
	
	
________________________________________________________	
Signature(s)	of	recipient(s)	of	confidential	information	at	ZHAW	
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